Abstract
There is a strong relationship between buyers' perceived risk and their satisfaction in out-of-standard situations of services. The customer-specific feature of these situations has been modelled as jaycustomers, i.e. customers of nonstandard behaviour. In education -due to students' expectations -the control of different situations is of high importance. The purpose of our research is to study administrative staff's behaviour when they find themselves face-to-face with so called 'jaystudents'. To solve the problem of research, an interdisciplinary approach of psychology and marketing is needed. As far as methodology is concerned a basically qualitative experimental design has been selected with some quantifiable elements. The research process starts with a series of mystery callings followed by post-experimental focus group discussions. In service research mystery calling is usually applied for testing standards. As a new methodological approach of our research, the application of experimental techniques in exceptional service frontline situations can be mentioned. From managerial aspects the results can provide the management with realistic information on the weaknesses of frontline personnel and of frontline standards. They can serve to improve human resource management in higher education. Based on the results we are going to extend the investigations to faceto-face contexts.
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The objective of the research
The risks of the users perceived in the extraordinary situations of providing services are strongly related to the stability of quality. The consumer-specific nature of the situations is modelled by the typology of services marketing as jaycustomer, i.e. the consumers of non-standard behaviour. In the perceived standard of quality parameters that are regarded important by the institution communication between the students and the representatives of the institution is decisive as attitude is expressed there and in this way it can be examined. In higher education quality management administration is of primary importance as routine tasks are mainly acted out there.
The objective of our research is to compare the perceived behaviour with the expected behaviour patterns from the part of the front-line administrative staff in the case of different 'jaystudent' behaviour at phone encounters. Solving the research problem requires both marketing and psychological approaches.
The stages of the research -

Mystery calling research
The research is based on standardised questionnaires, in 62 simulated cases with the participation of 15 researchers on the administrative staff of different higher education institutions of business studies.
Defining simulation
The volunteering students had to turn to one of the colleagues of the administrative staff with a problem made up by having chosen one of the predefined jaystudent forms of behaviour in the form of mystery calling to the higher education institution selected. The interaction was evaluated on the basis of the points of view formed during focus group discussions in the form of an observation sheet distributed beforehand. Dealing with matters on the phone was selected for several reasons. The respondents marked dealing with matters on the phone as one of the areas to be improved during the focus group discussions. Communication restricted to the vocal channel helps students in acting out a role as fewer paraphernalia of acting are necessary than in the case of direct, face to face interaction.
The results of Mystery Calling research
Researchers (15) The behaviour of the administrative staff targeted was evaluated as follows (Q: Please evaluate the behaviour of the front-line staff following the conversation on a four-point scale. 1 means dissatisfaction while 4 expresses satisfaction.): We can stress that clarity and loyalty to the institution were given the highest number of points when communication style was evaluated. When it comes to examining sensitivity to the problem the best result was given to listening to the problem and the worst to examining the problem by means of further questions. In the case of problem solving nearly similar values were assigned and answers are spread to the greatest extent here. Regarding decision making ability on the list of behaviour forms the weakest link is bearing responsibility from the administrators' part as respondents stated. Relatively similar values were assigned to the questions on frustration tolerance, as well. 
What else did you expect from the employee of the institution?
Who were not satisfied with the services provided would have expected the following:
'showing interest and a positive attitude', 'not telling off rather giving information', 'if he does not know the answer offer to find it out and inform later', 'a normal tone', 'readiness to help', 'suggestions about what to do', 'greater preparedness'. This style is "Body Text," which we use for second and subsequent paragraphs.
The following is an example of the "Bullet" style, which you may want to use for lists.
We can stress that clarity and loyalty to the institution were given the highest number of points when communication style was evaluated. When it comes to examining sensitivity to the problem the best result was given to listening to the problem and the worst to examining the problem by means of further questions. In the case of problem solving nearly similar values were assigned and answers are spread to the greatest extent here. Regarding decision making ability on the list of behaviour forms the weakest link is bearing responsibility from the administrators' part as respondents stated. Relatively similar values were assigned to the questions on frustration tolerance, as well.
Summary
On the basis of the results of mystery calling the areas that must be improved by all means can be identified. In the exploratory research students complained that the administration is difficult to be contacted, which did not show up markedly in the present research results. Another problem is that when answering the phone the employees of the administrative department do not name either the institution or themselves and only a few of them identify the student. (However, to tell the truth highly confidential situations affecting privacy were not simulated during the research).
In contrast with the qualitative research results and those of the preliminary questionnaires the present results did not justify the problem of the students, namely, that the departments and the Office of the Registrar plays 'table tennis' with the students by referring them to the authority of others. Another positive result is that there were very few conflicts although this can be due to simulating the experiment. The motivation of the student was not the solution of the problem, rather, the proper way of conducting the research, which can be seen as a moderating factor by all means.
Practical applicability
The objective is to prepare front-line staff for managing all different types of jaycustomers, stabilise the quality and standard of the work of the front-line staff by continuously monitoring them as well as improve their performance at all time.
According to the opinions, criticism and expectations the task of the service provider is to make the front-line processes more perfect. Nevertheless, the objective of our research was not the evaluation of the single front-line staff, rather the exploration of the possible forms of behaviour in non-standard situations.
The results can be applied in practice e.g. in the quality management of higher education on the one hand. On the other hand, they can serve as a basis for further research on front-line based services. Moreover, as a by-product of the research new points of view in the human resource management of services when selecting and controlling front-line staff are also provided. This research will be practically applicable because it can help to develop proactive provider behaviour. If conflicts are defined in an inappropriate manner, it may cause further conflicts.
